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Since its opening in 1967, the University ofChicago Children's Hospital
(UCCH), a 152-operating-bed acute care hospital, has provided comprehensive,
innovative medical care to children ofall social and economic backgrounds. UCCH
is dedicated to preserving the health of children through patient care, education
and research into the causes and cures ofchildhood diseases .

UCCH is staffed by more than 100 physicians ofthe Department ofPedi-
atrics at the University ofChicago, as well as specially trained nurses and caring
support staff, who provide general and specialty medical care for infants, children
and teens . The pediatricians of tomorrow - medical students, residents and fellows
- also play an important role in caring forchildren .

The K.I.D.S . First initiative, launched in December, 1997, was designed
to fundamentally shift the culture ofcare at the UCCH. Through interviews and
surveys, it was apparent that although staffmemberswere proud to work at UCCH,
they believed many barriers existed to delivering optimal care . Additionally, they
felt unrecognized for their efforts on behalf ofpatients and families . It is clear that
these perceptions have eroded staffmorale and attitudes .
Survey Results

A survey was developed to ascertain attitudes of UCCH staff. The data
analysis shows the instrument is well-designed and useful . All ofthe items fit along
the line of inquiry. No items misfit . That is, they are well-written, and are used
appropriately by the respondents. They have a reliability of.98 . The items are listed
in order ofhow often these behaviors are perceived on the unit. Items above 10.00
indicate a positive response . Those below 10.00 are behaviors that are seen less
often. Item maps can be used to devise an Action Plan to improve staffmorale and
attitudes .
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Figure 1 . Unit Perception
The participants were

asked to rate their perceptions of
their respective unit and/or de-
partment at UCCH on a fre-
quency scale of never ; rarely ;
sometimes ; usually ; always . The
staff perceive themselves to be
well-prepared to effectively com-
municate with and serve patients,
families and internal customers .
They are encouraged to solve
problems and know the mission,
vision, direction, and goals of
UCCH. They know how their
jobs impact patient/customer sat-
isfaction, and employees gener-
ally are held accountable for their
service-based behaviors and atti-
tudes .

Behaviors which are less
often seen are : acting upon feed-
back ; knowing the unique advan
tages ofUCCH over competitors ;
and knowing specific communi-
cation skills formanaging conflict .
Units are rarely perceived to rec-
ognizeemployees for outstanding
service .
Figure 2. Personal Perceptions

Participants were asked
to rate theirperceptions ofUCCH
from their personal perspective .
The rating scale is : not at all ; to a
slight extent ; to a moderate ex-
tent; to a great extent ; to a very
great extent . Only one item
slightly misfit: "Doyou think you
would remain with this organiza-
tion - even ifyou were offered a
similar job elsewhere?" The re-
sponses were a bit erratic on that
item, and itdid not fit the pattern
as well as the rest of the items .

Respondents are over-
whelmingly proud to be an em-
ployee of the University of Chi
cago Hospitals . They would re-
main with the organization even ifoffered another job ; rec-
ommend this organization to others ; and think opportunities
for training are fair and equitable .

Respondents are less sure their performance is evalu-
ated fairly ; opportunities for advancement are fair ; they are
valued ; the work environment is supportive and caring ; and
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FIGURE 1
ITEM MAP: UNITPERCEPTIONS
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FIGURE2
ITEM MAP: PERSONAL PERCEPTIONS
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hat they feel included as a mem-
er of the UCCH organization .
hey do not feel all members of
he organization are treated with
ignity and respect .

Action Plans
There is a renewed focus on en-
anced service quality in UCCH.
he adaptation of services and
rograms toward a kid and family
rientation recognizes the differ-
nt and unique needs of children.
The K.I.D.S . First initiative aims
o incorporate this philosophy into
verything thatis done at UCCH.
The following issues were high-
ighted during the extensive data-
athering phase. Using the results,
many cross-functional teams de-
eloped action plans for improv-
ng UCCH quality of service .
The following has been addressed
s the K.I.D.S . First program con-
inues to evolve :

" integrating the UCCH mis-
sion into the dailywork environ-
ment

a developing a pediatric spe-
cific candidate assessment pro-
gram

a creating a pediatric specific
interview tool

a implementing a special
children's hospital orientation pro-
gram
a enhancing communication

throughout UCCH
a establishing patient satisfac-

tion survey processes throughout
the children's hospital
a establishing a reward and

recognition program for children's
hospital staff
a implementing service im-

provement initiatives
a measuring the impact of

K.I.D.S . First on our patients and
staff

Due to the scope and complexity of the K.I.D.S .
First initiative, UCCH is interestedin determining the impact
ofthe interventions . The collection ofbaseline data will allow
us to subsequently measure our progress and celebrate our
successes . Comparative data is scheduled for collection in
July of2000 .
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